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INTRODUCTION 


The F&B Service Industry primarily deals with 
customers. Therefore, an F&B service personnel needs 
to interact with both customers and colleagues. Hence, 
communication with customers needs to be polite, 
to-the-point, systematic , tactful and effective. Besides, 
one must practise clear and effective communication 
with both seniors and subordinates. Working behaviour, 
attitude and personality are the factors that must be 
taken care of while communicating with customers and 
colleagues. To become successful in the Hospitality 
Industry, a person must have thorough knowledge of 
the product and posses effective communication skills. 


SESSION 1: TYPES OF COMMUNICATION 


An F&B service organisation has two major departments 
— food production and F&B service department. A 
person working in any of these departments must 
possess the desired communication skills. 

In present times, F&B service establishments 
have to operate in highly competitive accommodation 
industry, which is susceptible to external factors 
and ever-changing customer expectations. Customer 
satisfaction, apart from various other factors, is 
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important for a hotel. Therefore, communication and 
presentation are the essential qualities required in F&B 
Service Industry personnel. 


Formal internal communication 


Downward 


An officer, manager or supervisor issues orders, 
instructions and other work-related information through 
bulletins, papers, reports, memorandums, e-mails or 
verbally communicates the same to one’s subordinates. 


Upward 


Here, subordinates report work-related events and give 
feedback of orders and instructions in writing or orally 
to their seniors or supervisors. This exists in democratic 
organisations. 


Horizontal 


It involves communication between same level staff, 
such as department heades. 


Diagonal 


It involves communication between a supervisor and a 
subordinate of various departments. This is employed, 
usually, in special events, such as MICE (Meetings, 
Incentives, Conferences and Exhibitions) and banquet 
functions that require the cooperation of the entire 
hotel staff. 


Instructions 


In any organisation, instructions are important and 
issued to subordinates. It is important for the hotel 
and hospitality staff to follow the instructions to make 
tasks simpler, ensure that things are done effectively, 
eliminate confusion and save time. When instructions 
are followed, things work as desired. 

Employees, following instructions, indicate that 
they are cooperative, intelligent and reliable. Not 
following instructions may lead to confusion and create 
awkward situations at work that may cause mishaps 
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and untoward incidents. When an employee does not 
follow instructions, it may cause chaos and lead to 
frustration in the work environment. In order to follow 
instructions, the person must listen and read carefully, 
ask questions and clarify the doubts, if any. When one 
does not follow instructions, completing tasks becomes 
difficult. As a result, the entire team suffers. Tasks 
that are done as per the hotel’s SOPs do not require 
correction or rectification. 


Job order 


It refers to a written instruction issued by an 
organisation to perform a task as per specified 
requirements within a stipulated timeframe. A job 
or work order is received by an organisation from a 
customer or client, or an order created internally within 
an organisation. A work order may be for products 
or services and may differ from one organisation to 
another. Maintenance work order is an example of work 
order created by the housekeeping department when 
it schedules a maintenance work to be carried out. A 
related form is sent to the maintenance department. A 
job order lists the following information. 

e Location of service performed (for example, 

XYZ hotel) 

e Job type and title 

e Type of department 

e Job position (for example, permanent) 

e Type of personnel 

e Total number of hours worked 

e Positions available 

e Wage information 

e Job description 

e Job order date, etc. 


Job order of housekeeping attendant 


Location XYZ hotel 

Job type Operational staff 
Category General 
Department Housekeeping 
Job order number XXXX 
Application limit Ongoing 
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Salary or wage XXXX 
Position type Permanent 
Description 
Order date 00/00/0000 
Job title Housekeeping attendant 
Wage type Hourly 
Wage amount  00000/- 
Number of positions 1 
Position type Permanent 


Job order of housekeeping attendant 


Summary 


A housekeeping attendant maintains cleanliness in a 
hotel’s rooms. Previous experience in cleaning is an 
asset. Friendly and professional attitude, as well as, the 
ability to communicate with guests is essential. 


Responsibilities 


Replacing used bath linens with fresh ones 
Vacuum cleaning carpets, dusting and polishing 
of furniture 

Sanitising bathrooms and restocking guest 
supplies 

Efficiently responding to the guests’ needs in a 
friendly manner 


Desirable traits 


Previous experience in hotel cleaning 

Be willing to serve customers 

Have desired communication skills as one has to 
interact with hotel guests 

Must be presentable 

Be willing to work in flexible working hours 

Be fit as the job requires long hours of standing, 
bending and stretching 

Eligibility (as required) 

Clean record 


Work target 


All business organisations must have written goals that 
are part of their business plan. These goals describe 
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what the company plans to accomplish in terms of 
market share, growth, development and profitability. 

Goals may also be set for internal measurements 
like expansion of staff or boosting employees’ 
morale. Businesses must aim for goals that are 
specific, measurable, attainable, relevant and timely. 
Goal-setting means establishing what a person or an 
organisation wants to achieve. 

Motivation is the key component to the setting of 
a target. Organisations must consider performance 
targets for employees, who, in turn, will be motivated to 
perform more effectively. 

Performance targets are, particularly, useful due to 
their quantitative nature, which allows measurement 
of outcomes, output and assessment of operations. 
Benefits of management by objectives (MBO) and their 
relation with the work target are as follows. 


MBO 


Peter Drucker was the first to use the term ‘management 
by objectives’ (MBO) for valuation and planning. In 
MBO, the goals of the manager are set to be attained 
within a specified timeframe. Each manager sets one’s 
goal within the broader present goal of establishment 
and works to achieve them. 


Provides focus 


While setting an organisational goal, the first priority is 
given to the employees — whether general employees or 
managers. This makes the employees aware of the area 
they need to focus on in the coming quarter or year. 


Increases motivation 


Predetermined goals of an organisation motivate the 
employees to achieve the set target in their daily tasks. 
An employee starts to work for profitability. Following set 
standards enable the employees to become successful. 
There must be awards and recognition for employees 
for achieving the goals. This will further motivate them. 


Improves group cohesion 


Employees working in a team must work on a united 
front. No business goal can be achieved unless employees 
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of all levels work together as a team. The realisation 
by the employees for working as a team helps them to 
achieve the goals. 


Output 


Work output includes measures of quantity, quality 
and efficiency in production by companies, people and 
machines. Output is often compared to input or the cost 
required to generate the output in order to determine 
the potential profitability of a production process or 
an activity. 


Performance 


The performance of staff needs to be appraised from 
time-to-time in order to determine how efficiently their 
potential is tapped. Appraisal monitoring ensures that 
work is taken seriously and lesser mistakes occur. It 
also assists in identifying the need for staff training. For 
achieving growth, performance measurement and target 
setting are important. The benefits of target setting are 
as follows. 

e Specified targets help facilitate a company’s 
growth, and also lead to efficient and effective 
work culture, thereby, affecting the lives of the 
employees. 

e It can also be useful at organisational level 
in areas, such as quotas, objectives, deadlines 
and budgets. 

e It helps improve the work performance of the 
employees. 

e Breaking the company’s main objectives into 
smaller targets helps in achieving goals more 
effectively and efficiently. 


Importance of reports, repair and 
Annual Maintenance Contract schedule 


Reports have a huge impact in tracking and analysing 
the performance and growth of a hotel. They provide 
necessary information and data required to make 
decisions. Internal reports help understand the current 
and past performance of an organisation, and forecast its 
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future strategies. Reports provide external information 
like competitor analysis, market trends and consumer 
behaviour, which help analyse the market. 


Type of reports 


Food cost summary report 


Such a report lists the cost of raw material to be used 
in preparing food items. It helps calculate the profit or 
loss of the set-up. 


Sales summary report 


This report displays the total sales done by an 
organisation over a specified period of time. 


Night auditor report 


This report lists reservation discrepancies, updates 
housekeeping status and closed cash counters. It is a 
mandatory practice in a hotel. 


Raw material availability report (by store) 


This report contains information about the items 
purchased and order placed by the store department of 
a hotel and the inventory of raw material available. 


Financial report 


It helps in getting complete control over the financial 
aspects of operations, sales and marketing, cutting 
down operational costs, and thus, increasing the sales. 


History and forecasting report 

It helps understand the history of the organisation’s 
performance vis-a-vis guest turnover and enable daily, 
monthly and yearly forecast. It is helpful, especially, for 
seasonal businesses. 

Pricing report 

It helps track the current pricing trends and make 
required adjustments. 


Annual Maintenance Contract 


Maintenance helps use machines effectively and for a 
longer period of time. In order to maintain machines, 
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Annual Maintenance Contract (AMC) is done with 
companies or firms having skills in repair and 
maintenance of machines in question. 


Benefits of AMC 


e AMC ensures the maintenance of machines, 
which adds to their durability. 
e It increases the productivity of machines. 


Work schedule 


It refers to distribution of work among different 
individuals in order to get various activities completed in 
a set timeframe and as per the procedural requirements. 
The work schedule must be planned in a way that 
it is easy for the employees to understand what is 
desired out of them. Planning a work schedule saves a 
manager’s time, which may be utilised for performing 
other managerial tasks. 


Format of work schedule for two employees 





Start 


Lunch out 


Lunch in 


Scheduled hours Total 





Start 


Lunch out 


Lunch in Total 


Scheduled hours 
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z z NOTES 
Practical Exercise 


Activity 


Visit a hotel in your area and note down how the F&B supervisor 
communicates with juniors for getting a work done. Note down 
the following points. 

e Allocation of work 

e Communication during work 

e Report of delay 

e Information about work schedule 

e Final reporting 


Material required: notebook, pen, pencil, etc. 


Procedure 
e Visit a hotel in your area. 
e Talk to the F&B supervisor and ask how the person 
communicates with juniors regarding the following. 
= Allocation of work 
= Communication during work 
» Report of delay 
= Information about work schedule 
= Final reporting 
e Note down the information in your notebook. 
e Prepare a report after the visit and present it in class. 


Check Your Progress 


A. Match the Columns 


(i) Job order (a) Communication from 
sub ordinates to seniors 


(ii) Upward (b) Written form of instructions 
communication to perform a work as per 
the requirements within 
a specified timeframe and 
cost estimates. 


(iii) Downward (c) Annual Maintenance 
communication Contract 
(iv) Reports (d) Communication from 
seniors to subordinates 
(v) AMC (e) Data collected for routine 
work 


B. Subjective Questions 


1. What are the different types of report used in the 
Hospitality Industry? 
2. Explain work target and output. 
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3. Write a brief note on Annual Maintenance Contract. 
4. Explain the various areas that require daily, weekly and 
special maintenance. 


5. Write a short note on job order 


SESSION 2: ETIQUETTE AND MANNERS 
IN COMMUNICATION 


Work behaviour 


It refers to the attitude of employees towards work 
performed in an organisation. Understanding work 
behaviour is important to know the organisational 
behaviour. i.e., if employees help each other carry out 
an operation or not, Professional behaviour among 
employees results in creating a productive work 
atmosphere in the organisation. 


Productivity 


It refers to achieving the highest possible level of 
production by using a certain quality and quantity 
of inputs with costs incurred, without any gap in the 
production process. In other words, it is the ratio 
between input and output at a given quality standard. 
Productivity can be measure of the following. 

e Specific shifts 

e Individual jobs 

e Departments 

e Property 

e Labour 


Factors determining productivity 


Labour 


Hardworking labourers always perform well as they are 
aware of the work specifications and expectations of the 
organisation or employers, chain of commands, etc. 


Guest satisfaction 


Meeting the expectations of guests helps improve the 
sales and, thus, increase productivity. Meeting guest 
satisfaction involves quality service and communication. 
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Communication with colleagues 


Effective communication among co-workers is essential 
to create a cordial work environment. To ensure effective 
communication among colleagues, the following points 
must be taken care of. 


Listen 


Do not interrupt the speaker. First, listen to the speaker 
and once the person has finished with what one has to 
say, itis then that you must speak. 


Body language 
Try to understand the speaker’s body language. Observe 
the person’s gestures and postures while talking. 


Tone 


One must be careful of one’s tone and diction while 
communicating. The tone must always be polite. 


Etiquette 


Etiquettes are important for creating a cordial working 
atmosphere in an organisation. These refer to the 
manner in which an employee behaves with one’s 
employer(s), seniors and subordinates. This helps 
maintain harmony and productivity at the workplace. 
Poor employee etiquette results in frequent conflicts 
and reduced productivity. Following desired employee 
etiquettes (as per the organisation’s SOPs) helps cultivate 
better relationship among co-workers. It also helps 
preserve the culture and uniqueness of the workplace. 


Etiquettes for employees 


e Be punctual, i.e., always report on or before time. 
e Do not consume alcohol at work, smoke and chew 
paan masala or tobacco in the office premises. 

e Respect your colleagues and organisation, and 
maintain confidentiality of guest information. 

e Respect the goals and aspirations of the 

organisation and give your best to achieve those. 
e Update with necessary information as and when 
required by the supervisor. 
e Wear appropriate clothing. 
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Division of work 


It refers to assigning tasks or works to a group of 
workers to increase their efficiency and productivity. 
Also known as ‘division of labour’, it involves breaking 
down a job into a number of tasks. Hence, it requires 
alignment of different tasks of the manufacturing 
process, which are awarded to different people to 
improve their efficiency and productivity. 


Multitasking 


It refers to performing different work activities and 
shifting one’s focus from one task to another 
simultaneously. Itincreases and stimulates the creativity 
of the employees as they are required to handle different 
work activities at the same time. It also makes a person 
active while performing tasks and helps the employees 
learn time management. An advantage of multitasking 
is that it lets people perform more tasks and adds variety 
to a typical workday. 


Benefits of multitasking 


e Reduces job insecurity 

e Greater individual productivity (one can achieve 
one’s personal goals faster) 

e Better growth prospects and safe future 

e Holistic perspective regarding the organisation’s 
business and growth 


Activity 


Visit a hotel in your area and find out the etiquettes being 
followed by the F&B service staff while dealing with guest. 


Material required: notebook, pen, pencil, eraser, etc. 


Procedure 


e Visit a hotel in your area. 
e Talk to the manager and find out the etiquettes being 
followed by the staff while dealing with guests. 
e Note down all the information under following points. 
= Politeness during communication 
= Confidence during communication 
» Multitasking during communication 


FOOD AND BEVERAGE SERVICE TRAINEE — CLASS IX 


= Information collection 
= Careful listening 
e Prepare a report and discuss it in class. 


Check Your Progress 


A. Match the Columns 





(i) Etiquettes (a) Ratio between input and 
output at a given quality 
standard 


(ii) Productivity (b) Manner in which a person 
or an employee conducts 
oneself 


(iii) Work behaviour (c) Pitch or loudness of voice 


(iv) Tone (d) Guest satisfaction 
(v) Success of (e) Attitude towards one’s work 
organisation 


B. Subjective Questions 


1. Write some the employee etiquettes followed in 
the hospitality sector. 
2. Write in brief about communication with colleagues. 
Write a brief note on multitasking. 
4. Explain MBO and target setting. 


z 


SESSION 3: COMMUNICATION WITH CUSTOMERS 


The products of the F&B Service Industry include 
food and beverage, services offered, atmosphere and 
convenience — all of which make dining a satisfying 
and memorable experience. People always go to F&B 
outlets for the product, i.e., food. 


Product knowledge 


Customer service, awareness and recognition 
are important for the Food Service Industry. 
Communication while a service is being rendered and 
product knowledge are the most important factors in 
winning over customers. Effective communication 
builds strong customer relations, which is the central 
aspect of sales and marketing. 
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The F&B service staff must have a sound knowledge 
of the products on offer. This helps in increasing the 
confidence of employees, raising the level of customer 
service and also customer satisfaction. Staff having 
product knowledge help achieve the following. 


Build stronger communication skills 


When an employee has product knowledge, one is able 
to tell about the same to others. With such knowledge, 
the person can effectively handle customer grievances 
and complaints related to product quality. 


Create a dedicated sales force 


With sound product knowledge, employees can convince 
the customers and potential customers, and hence, sell 
a product with ease. They start believing in the product. 


Develop confidence in the company 
and its offerings 


Staff with sound product knowledge can present 
a product and also answer questions related to it 
with confidence. 


Increase customer satisfaction 


With product knowledge, the staff answer guest queries 
immediately, thereby, resulting in satisfied customers. 


Anticipating customer’s needs 


Anticipating the needs of a customer is important for 
an organisation to ensure loyal and repeat customers. 
The staff must, therefore, be able to anticipate the 
needs of the guests and tend to their requests. The 
following points must be kept in mind for anticipating 
customers’ needs. 


Customer’s expectations 


A customer is satisfied only when the person receives 
a service as per the expectation. A satisfied customer 
gives profitable repeat business to an organisation. 
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Deliver on promise 


The promised service or products must be delivered at 
the promised time. This keeps the guest engaged for 
repeat business. 


Accept and rectify mistakes 


The mistakes need to be accepted and steps must be 
taken so that they are not repeated. 


Customer loyalty 


Make the customer think that the service or product 
offered is worth the money being paid. Happy customers 
are loyal customers. Focus on customers at all times 
so as to win their loyalty and ensure that they become 
repeat customers. 


Two-way communication 


It results from exchange of ideas or knowledge whether 
by speech, writing or signs (non-verbal). In this, two 
persons communicate as they transfer information or 
exchange ideas, knowledge or emotions. It helps in: 

e planning and decision making. 

e bringing about coordination. 

e delegation and decentralisation of authority. 

e developing managerial skills. 

e boosting employees’ morale. 


Importance of effective communication 
in Hotel Industry 


The Hotel and Hospitality Industry cannot function 
without effective communication among its staff 
and between the staff and customers. Effective 
communication is the result of effective and clear 
internal, as well as, external communication. 


Internal communication 


This type of communication takes place between 
different departmental staff. It involves exchange of 
information within an organisation. It is of three types. 
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Formal communication 


Such a communication involves transmission of 
official messages or information within or outside the 
organisation. 


Vertical communication 


This type of communication takes place between the 
supervisor and the subordinates. Vertical communication 
is of two types. 


Downward communication 


This refers to the flow of information from top to 
lower levels. This involves passing of instructions to 
subordinates by seniors or supervisors to do some work. 


Upward communication 


This involves information flow from lower to higher 
levels. It is, generally, in the form of performance 
reports, suggestions, reviews, input, feedback, etc. 


Informal communication 


This type of communication is based on informal 
relations. Under this, the same information passes 
through many individuals, and covers a long distance, 
making its origin obscure. 


External communication 


This is a communication of hotel with external sources 
and officers. This may be a government agency or 
departments, licensing authorities and other private 
and government working bodies. 

Communication can travel in two directions. One-way 
communication takes place in a straight line from 
the sender to the receiver and serves to inform, persuade 
or command. 

SENDER — MESSAGE — RECEIVER 


Two-way communication always 
| | includes feedback from the receiver to 


FEEDBACK 





the sender and lets the sender know 
if the message has been received 





accurately. The communication 
CL MESSAGE direction or process is depicted in 


Fig. 6.1: The communication process 





Fig. 6.1. 
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Importance of gender in communication 


Communication can be affected by gender as men and 
women often think about things differently. Many a 
time, when a female and male communicate, certain 
behaviour is observed, such as lack of eye contact and 
avoiding shaking hands, which may affect perception 
and communication. 


Body language 


People can communicate messages, including instructions 
and information, at different levels of understanding. 
The communication process consists of more than 
spoken or written language. Those working in the 
F&B Service Industry use body language too often for 
communicating effectively. 

Body language is non-verbal communication 
Sometimes, it can send signals stronger than words. 
Body language is controlled by one’s subconscious 
mind. Hence, a reader can actually understand if there 
is a difference in what one is saying or thinking. 


Impact of body language 


Body language is essential for communicating with 
people. It comprises gestures and postures that we make 
while communicating. Certainly, one’s body language 
must be in sync with words. The following points must 
be kept in mind while communicating with people. 

e Never be uptight or stiff while making movements. 

e Avoid body language that may be misunderstood 
or look unprofessional, for example winking. 

e Eye contact is a positive sign and must be made 
often while talking with somebody. 

e One must avoid fiddling with things while talking. 
It may distract the attention of the person one is 
talking to. 

e The movement of each body part signifies 
something and helps in interpreting, for example 
standing with hands on hips signifies aggression, 
nodding signifies agreement and active listening, 
biting the nails signifies nervousness. 
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e Unlike e-mails, body language does not give time 
to think. Hence, it must be used appropriately. 


Why body language? 


e It can instantly help one evaluate the interest of 
people one is interacting with. 

e Itis a personal way of expressing emotions when 
words do not help. 

e It can make communication interesting. 


Positive gestures 


These indicate confidence and security. They show active 
participation in a talk and leave a positive impression 
on the guest. Positive gestures include the following. 

e Walking upright 

e Greeting with confidence 

e Smiling while interacting 

e Nodding 

e Maintaining an eye contact 


Negative gestures 


These gestures are a sign of insecurity and restlessness. 
Such gestures show lack of confidence and must be 
avoided in interviews or meetings. Negative gestures 
include the following. 

e Being uptight 

e Biting nails 

e Getting distracted 

e Faking a smile 

e Looking at something else instead at 

the speaker while talking 


Dressing and Hygiene 


Maintaining a well-groomed appearance at workplace 
is important. Dressing helps in maintaining the image 
of an organisation. Every organisation follows a certain 
dress code to set standards. 


Men 


e Wear a suit or formal wear. It must be comfortable 
and fit well. 
e Wear formal shoes. 
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e Avoid loud colours and flashy ties. 

e The clothing must be neat, clean and ironed. 

e One must not have a bad breath and brush one’s 
teeth before leaving for work. 

e The hair must be neatly combed. 

e Wear a deodorant. Do not wear a perfume to work. 


Women 


e Wear a shirt or top with a skirt or pants as per 
the organisation’s norms. It must be comfortable 
and fit well. 

e Interview suits must be simple and dark in colour. 
Knee-length skirts are suggested. Very long skirts, 
while modest, are also considered fashionable for 
an interview. 

e Wear a covered blouse. 

e Make-up and nail polish must be understated 
and not flattering. 

e Wear minimum jewellery and hair accessory. 

e Wear formal and flat shoes. 

e The clothing must be neat, clean and ironed. 

e Wear a deodorant. Do not wear a perfume to work. 

e One must not have a bad breath and brush one’s 
teeth before leaving for work. Do not eat or smoke 
while on job. 

e The hair must be neatly combed and styled in a 
bun or simple ponytail. 


Customer expectation and satisfaction 


Hospitality and customer services are linked to 
customer satisfaction. Customer requirements can be 
both tangible and intangible, and meeting all of them is 
called ‘customer satisfaction’. Product or service features, 
customers’ emotions and expectations, attributions 
for service achievement or breakdown, perception of 
impartiality or fairness and price are some of the factors 
that influence customer satisfaction. Other individual 
factors involved are discussed as follows. 

The expectations of customers can be known only by 
keeping oneself in their position. The following are some 
of the important expectations of a customer in a sales or 
hotel organisation. 
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Attention towards the customer 
Quick and cheerful service 
Loyalty towards the customer 
Showing essential courtesy 





Activity 


Visit a hotel in your area and note down how the supervisor or 
manager keeps product knowledge. 


Material required: notebook, pen, pencil, etc. 


Procedures 


Visit a hotel in your area. 

List the different products available for customers. 

Talk to the manager and ask queries related to 
product knowledge. 

Note down information about products, their use and 
quantity required in the hospitality organisation. 

After the visit, prepare a report and present it in class. 


Check Your Progress 


A. 


Match the Columns 


(i) Dress code (a) Products and services 
(ii) Customer (b) Relation with the company 
satisfaction 
(iii) Internal (c) Parameter and guidelines 
communication for dress 
(iv) Formal (d) Transmission of official 
communication messages 


(v) Customer loyalty (e) Transmitting messages 
within an organisation 


Subjective Questions 


Write a note on product knowledge. 

Explain the anticipation of guests’ needs. 
Write a brief note of two-way communication. 
What do you understand by ‘etiquettes’? 


a oa 
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SESSION 4: INTERRUPTION AND 
NEGATIVITY IN COMMUNICATION 


A hotels F&B service department is a section where 
staff members deal with customers having varied needs. 
Therefore, like every service organisation, effective 
communication is essential in hotels too in order to 
minimise customer-related problems and grievances. 

A person working in the F&B Service Industry must 
always be calm and pleasant while communicating with 
guests as success in the Hospitality Industry is driven 
by happy and loyal guests. In order to ensure customer 
loyalty, the hotel staff must always strive to provide an 
excellent and memorable experience to the customers, 
which is not possible without clear and effective internal 
communication. 

Communication problems at workplace can cost a 
hotel its business by affecting repeat customers, and 
hence, turnover. Without effective communication, 
an organisation is unable to exchange information 
essential to carry out its daily operations. Understanding 
workplace communication can help one create policies 
that will address work-related problems and lead to an 
effective communication network in the hotel. 


Benefits of effective communication 


e Improves customer service 

e Improves understanding of instructions as 
given by supervisors 

e Creates a higher level of understanding 
between department heads 

e Enables understanding of latest technology 
being used by an organisation 

e Boosts the confidence of employees in 
approaching guests 

e Creates positive attitude towards the workplace 


Barriers to effective communication 


Communication barriers occur because of working 
in a diverse workplace with different people using 
different language. Difference in speaking a language 
or dialects may sometimes become a communication 
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problem at workplace. Apart from language barrier, the 
age group of communicators, their ethnic background, 
industry experience, educational qualification and social 
background cause barriers in effective communication. 
inattentive listening is also a barrier to effective 
communication. 


Causes of communication barriers 


New recruits 


Orientation programmes must be organised for 
new recruits so as to ensure that they understand 
their supervisor’s instructions and practise effective 
communication. 


Personal issues 


An employee’s personal issues affect the company’s 
communication, and hence, a barrier to communcation. 
Sometimes, people refuse to communicate on the basis 
of their personal dislikes and disagreements, damaging 
the company’s ability to do business, thereby, slowing 
down its growth. 


Lack of feedback 


Feedback is important for communication. A receiver 
must communicate the feedback to the sender in 
response to the message received. 


Guidelines for handling guest complaints 


The staff must keep into account the following 
guidelines while handling guest complaints. 

e A guest, complaining about a problem, may be 
angry or sound irritated. But the hotel staff must 
not make promises to the guest that exceed their 
authority and remain calm instead. 

e One must be honest with the guest while dealing 
with complaints. If it takes longer to resolve the 
guest’s problem or it cannot be resolved at all, 
then one must admit it. 


Procedure for handling guest problems 


One of the greatest challenges in a sales and hospitality 
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organisation is to pacify an angry guest or irritated 
having complaints. Follow these procedures while 
dealing with such guests. 


Communication 


Be polite and never argue with the guest. 


Listen 

Listen to the guest’s complaint so that one feels that 
somebody is considering the person’s problem. 
Recognition 

The staff must recognise the guest and the person’s 
complaints. 

Empathy 

Always show empathy towards the guest. 


Job skills and knowledge 


One must promise to the guest that the best possible 
action would be taken to resolve the problem or call 
one’s senior to attend to it. 


Problem solving and feedback 
One must make sure that the problem gets resolved and 


the guest’s feedback is taken. 
Feedback 


It means communicating information or criticism about 
the behaviour or action of an individual (or a group), who 
can use it to improve oneself. Feedback in hospitality 
management can either be positive or negative. Positive 
feedback leads to repeat customers and word of mouth 
advertising to promote the hotel’s ratings. 


Importance of feedback 


Motivates employees 


An employee who receives feedback directly from the 
guest can get motivated to perform better. 
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NOTES 





NOTES 





Improves performance 


Feedback helps one in taking better decisions, which 
further improves one’s performance. 


Reporting 


To ensure safety at workplace, timely reporting of a 
hazard or an incident is important. Reporting is a vital 
tool of communication in every organisation. 


Importance of report 


Provides information 


A report provides information about an incident that 
takes place in an organisation. 


Helps in selection 


Reports contain data and information, and the relevant 
information from reports helps in taking appropriate 
decisions or actions. 


Helps control system 


Reports help check the actual performance of different 
budgeted areas. 


Helps increase profitability 

Reports show the direction in which the business is 
moving, and this in turn, helps increase the profitability 
of an organisation. 


Helps achieve overall objectives 

The motivation that employees receive helps an 
organisation earn maximum profit as they are 
encouraged to perform better. 


Activity 1 





Visit a hotel in your area and note down how the supervisor or 
manager listens of the F&B service staff and solves the problems 
of guests. 


Material required: notebook, feedback forms for customers, 
and employees , pen and pencil 
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NOTES 


Visit a hotel in your area. 

Interact with the hotel’s manager and discuss the general 
problems of the guests and the way they are resolved. 
Note down the information under the following points. 


Listening to problems 

Suggestion given by the manager or supervisor 
Making a short report 

Body language of the F&B staff during communication 
and problem solving 

Collection of feedback forms from guests. 


Prepare a report and present it in class. 


Check Your Progress 


A. Mark ‘True’ or ‘False’ 


if 
2: 
3. 


4. 


Inattentive listening is a communication barrier. 
Communication skills can boost one’s confidence. 
Communication skills give a greater understanding 
of an issue. 

Gaining trust is a factor involved in handling 
guests’ problems. 


B. Subjective Questions 
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Write a note on the role of communication in a hotel. 
Explain the guidelines for handling guest complaints. 


Write a brief note on the importance of customer 
feedback. 
Explain the role of report making in a hotel. 





